
ATTACHMENT 1

OSS Performance Measurements

1. The Parties will provide a level of service to each other with respect to services and
facilities under this Agreement in compliance with the non-discrimination
requirements of the Act.

2. The performance measurements detail the areas of performance to be tracked,
reported and audited.  GTE will make available monthly performance measurement
data via the internet on GTE’s WISE website.  The results of these performance
measurements shall be used to indicate the level of quality of service GTE provides to
@link and satisfies GTE’s obligations under the Act or state law.  Furthermore, GTE
expects to satisfy requirements for reporting and auditing as may be mandated by
state law.

3. Performance measurements to measure quality of service are provisional and subject
to continued evolution as driven by the industry and state commissions. Performance
measurements, when developed and implemented on GTE’s WISE website
(http://www.gte.com/wise), shall be made available to @link and shall automatically
modify and/or replace existing performance measurements GTE currently makes
available to all CLECs.

4. GTE’s performance measurements are made available on a nationwide basis to all
qualifying CLECs.  Such performance measurements provide for standards to
measure the quality of services, elements or functions offered by GTE within the
following major categories:

• Pre-Ordering
 

 Pre-ordering activities relate to the exchange of information between GTE and
CLECs regarding current or proposed customer products and services, or any other
information required to initiate ordering of service.  Pre-ordering encompasses the critical
information needed to submit provisioning orders from CLECs to GTE. The pre-order
measurement reports the timeliness with which pre-order inquiries are returned to CLECs
by GTE.
 

• Ordering
 

 Ordering activities include the exchange of information between GTE and CLECs
regarding requests for service. Ordering includes: (1) the submittal of the service requests
from CLECs, (2) rejection of any service requests with errors and (3) confirmation that
valid service requests have been received and due dates for the requests assigned.



Ordering performance measurements report on the timeliness with which these various
activities are completed by GTE.  Also captured within this category is reporting on the
number of CLEC service requests that automatically generate a service order in GTE’s
service order creation system.
 

• Provisioning
 
 Provisioning is the set of activities required to install, change or disconnect a customer’s
service.  It includes the functions to establish or condition physical facilities as well as the
completion of any required software translations to define the feature functionality of the
service.  Provisioning also involves communication between CLECs and GTE on the
status of service orders, including any delay in meeting the commitment dates and the
time at which actual completion of service installations have occurred. Measurements in
this category evaluate the quality of service installations, the efficiency of the installation
process and the timeliness of notifications to the CLECs that installation is completed or
has been delayed.
 
• Maintenance
 
 Maintenance involves the repair and restoral of customer service.  Maintenance functions
include the exchange of information between GTE and CLECs related to service repair
requests, the processing of trouble ticket requests by GTE, actual service restoral and
tracking of maintenance history.  Maintenance measures track the timeliness with which
trouble requests are handled by GTE and the effectiveness and quality of the service
restoral process.
 
• Network Performance
 
 Network performance involves the level at which GTE provides services and facilitates
call processing within its network.  GTE also has the responsibility to complete network
upgrades efficiently.  If network outages do occur, GTE needs to provide notification so
appropriate network management and customer notification can occur by CLECs.
Network performance is evaluated on the quality of interconnection, the timeliness of
notification of network outages and the timeliness of network upgrades (code openings)
GTE completes on behalf of the CLECs.
 
• Billing
 
 Billing involves the exchange of information necessary for CLECs to bill their customers,
to process the end user’s claims and adjustments, to verify GTE’s bill for services
provided to the CLECs and to allow CLECs to bill for access. Billing measures have been
designed to gauge the quality, timeliness and overall effectiveness of GTE billing
processes associated with CLEC customers.



• Collocation
 

 GTE is required to provide to CLECs available space as required by law to allow the
installation of CLEC equipment.  Performance measures in this category assess the
timeliness with which GTE handles the CLEC’s request for collocation as well as how
timely the collocation arrangement is provided.
 

• Data Base Updates
 

 Database updates for directory assistance/listings and E911 include the processes by
which these systems are updated with customer information which has changed due to
the service provisioning activity. Measurements in this category are designed to evaluate
the timeliness and accuracy with which changes to customer information, as submitted to
these databases, are completed by GTE.
 
 

• Interfaces
 

 GTE provides the CLECs with choices for access to OSS pre-ordering, ordering,
maintenance and repair systems. Availability of the interfaces is fundamental to the
CLECs being able to effectively do business with GTE.  Additionally, in many instances,
CLEC personnel must work with the service personnel of GTE.  Measurements in this
category assess the availability to the CLECs of systems and personnel at GTE work
centers.
 


